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ONE YEAR AFTER A MERGER THAT SAW QUEBECOR WORLD INC. 


become the largest commercial print media concern in the world, the com- 


pany’s Vancouver division is increasing its focus on serving local business 


communities. As well as plugging into the enhanced resources that came with 


the company’s 1999 super-merger, the plant is banking on the strength and 


diversity of tts employees to provide ever-higher levels of local customer service. 


“Quebecor clients in the West have unique 
needs and we are determined to be able to 
respond to them in the best manner possible. 
Although we are part of a much larger com- 
pany, our customers are more concerned 
about what we can do for them locally. It’s up 
to us to be responsive to the fact that West 


Coast businesses do not want to run on 


Quebecor has the flexibility, 
capacity and staff to give 
terrific personal service. 


Quebecor World Vancouver 


‘Eastern time’,” says Bruce Wiesner, Van- 
couver-based director of sales for the com- 
pany’s ‘Targeted Publications and Catalog 
Group in the Northwest region. 

‘The newly named division — known 
throughout the company as the TPC Group 
—is designed to be more responsive to the 


needs of special interests and business-to- 


business publications with smaller print runs. 
Customers benefit from the economies of 
scale of a large company, combined with the 
attention to detail and responsiveness of a 
smaller operation. 

Formerly Quebecor Printing Inc., the 


Vancouver division’s parent company started 


out with only one printing press in Montreal 


in 1954, becoming the largest printer in 
Canada by 1989, when it joined forces with 
Ronalds Printing. By 1991, Quebecor had 
merged with Maxwell Graphics to make 
Quebecor Printing the first North American 
printer operating coast-to-coast in both the 
U.S. and Canada. 

More than 60 acquisitions and strategic 
investments followed throughout the 1990s 
— including the acquisitions of U.S.-based 
Arcata Graphics and American Signature — 
along with more than $650 million in 
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leading-edge technology investment. By 
1998, Quebecor had become the largest print 
company in the Canadian and European 
markets, as well as the second largest in both 
the United States and Latin America. ‘The 
company also operated a joint venture com- 
pany in India. Quebecor’s next business step 
was a logical progression in the company’s 
long-held ambition to be the largest com- 
mercial printer in the world. 

‘The 1999 merger of Quebecor Printing 
and American giant World Color Press Inc. 
was described by Quebecor company presi- 
dent and CEO Charles G. Cavell as a “merg- 
er of equals.” World Color, founded in 1904 
in St. Louis, Missouri, had grown to become 
a global leader in the magazine and catalogue 
sector. The merger with Quebecor, the largest 
in industry history, created a multinational 
corporation with more than 43,000 employ- 
ees operating over 160 plants in 16 countries. 

Stull retaining its global headquarters 
in Montreal, the new Quebecor World — 
complete with re-designed logo — is a 
multi-media leader offering a complete 


range of communications products and 
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Printing remains 
the company’s 
core business. 


services, including distribution, television, 
new media, book publishing, newspaper 
publishing, and retail and online book and 
CD sales. Despite the diversification, print- 
ing remains the company’s core business 
area, providing Quebecor World with much 
of its annual sales of $10.8 billion. 

With the company’s increased position 
as an international business player, some 
may have expected Quebecor World’s 
local focus to wither in favour of a global 
corporate approach with decisions made 
from a distant head office, new manage- 
ment teams flown in with no local insight 


and the emergence of a predominantly 


bottom-line approach to operations. In 


reality, the Vancouver division’s local focus 
remains more important than ever and the 
operation has thrived under the merger. 

Serving the Western region of North Amer- 
ica from Alaska to California, Quebecor World 
Vancouver Is a major supplier of print products 
to the Western Canada and American Pacific 
Northwest markets. The plant serves three 
distinct sectors: publications, commercial print- 
ing (including catalogues and inserts) and 
financial and security document printing. 

A short-medium run operation, the Van- 
couver plant has four full web press lines, 


200 employees and sales that jumped from 


Quebecor World Vancouver 


Quebecor World 


A SHORT-MEDIUM RUN OPERATION, THE VANCOUVER 


PLANT HAS FOUR FULL WEB PRESS LINES 


$25 million in 1995 to $50 million in 2000. 
The full-service printing plant is responsi- 
ble for a host of well-known catalogue and 
magazine publications for the Canadian and 
United States markets, including 7V Week, 
Paafic Golf, and Beautiful British Columbia. 
And, despite the much-talked-about rise of 
Internet publishing, the growth of the Web 
has not diminished the need for print pub- 
lications in the region: Web companies are 
finding that their customers also want print- 
ed brochures and catalogues. With demand 
rising every year, print volumes at Quebecor 
World Vancouver are now at record levels. 


“We have grown our business capacity in 


Vancouver by investing $20 million in the 
plant over the past five years but we have 
also continued to enhance our services to 
clients. We have grown the old-fashioned way 
by appealing to new customers. We now have 
the flexibility and capacity as well as the staff 
to give terrific personal service. We might not 
be the absolute lowest on cost — although we 
are very competitive — but we are certainly 
aiming to be the easiest printer to do business 
with,” says Wiesner. 

‘The company’s customer service structure 
includes the largest, most advanced sales 
force in the region which works to build close 


relationships with new and existing clients. 


In addition, Quebecor World Vancouver has 
a state-of-the-art computer scheduling sys- 
tem, enabling orders to be tracked through 
all stages of production for the benefit of 
deadline-sensitive customers. 

The plant’s electronic pre-press also brings 
added value to clients by including every- 
thing from equipment consultation, to 
research and development, to high-quality 
output of plate-ready film from disk. ‘This 
brings reduced production time, lower pro- 
duction costs and an increased capability to 
make last-minute changes. In addition, the 
company’s Que-Net Media division offers 


front-end pre-media project management to 
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clients who want to publish in either print or 
non-print media. The company can help 
clients create, develop and stream informa- 
tion to all media channels by customizing its 
approach and applying high-tech new media 
tools through its own network of experts. 

Doug Climie, Quebecor World Vancou- 
ver’s business development manager, be- 
lieves this level of customer service 1s a 
central characteristic of the Vancouver oper- 
ation, from being customer-friendly on the 
press to providing waiting lounges for clients. 
‘These lounges are equipped with satellite 
television and office facilities. “When it comes 
to service, we are aiming to be like Nordstrom 
or the new Eatons,” says Climie. 

According to Climie, the Vancouver divi- 
sion’s focus on smaller, more targeted publi- 


cations rather than on large-volume mass 


print jobs demands a different approach from 
smaller business customers who are used to a 
highly personalized, hands-on approach from 
their printer. 

“We involve the customer in making de- 
cisions from day one, when a complete team 
is assigned to their order. ‘This means that 
someone at the plant always has ownership 
of a client’s job and that client always has 
someone they know and can talk to about 
their order,” says Climie. 

He recalls a recent job where the plant 


worked hand-in-hand with one public sector 


The full-service printing plant 
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is responsible for a host of 


well-known publications. 


client. “We were helping the provincial gov- 
ernment undertake its largest printing project 
ever. It was something new for them and we 
had to help them deal with several large 
surprises that they hadn’t anticipated. We 
were able to create solutions and bring in 
resources from outside to ensure the project 
ran smoothly,” says Climie. 

This sharing of resources has been a key 
benefit of the recent mega-merger for local 
customers. 

“The old Quebecor Vancouver was much 


more of a stand-alone operation. Now we 
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A new magazine devoted to the specific interest and needs of home gardeners in B. C. 
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Subscribe to this EXCITING NEW PUBLICATION 
for only $19.95* for 6 issues. Plus, with your 


subscription you will receive FREE: 


Garden Products 
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FREE beautiful GardenWise Magazine 2002 Calendar 
FREE 2002 GardenWise Directory of B.C. Landscape & 


2 FREE issues of GardenWise Magazine 


PLUS our Unconditional Guarantee of your complete 
satisfaction or we'll send you a full refund 


Call 800-663-0518 


and don’t miss the inaugural issue published in Spring! 
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share new ideas and can offer an enhanced range of solutions to local cus- 
tomers. If there’s something we can’t do for our clients here, we can tap 
into the services provided by the company’s other divisions,” says Climie. 


Along with increasing the resource pool available to serve local customers, 


the newly-merged Quebecor World is also enhancing its investment in the 
Vancouver operation. ‘The company is constructing a new pollution control 
system that will allow the plant to meet pollution codes at the same time as 
maximizing its capacity. In addition, 


Quebecor World Vancouver will invest 


in new computer-to-plate technology that will benefit 


customers with increased quality and job turnaround time. 


But it’s not just machinery that the company is investing in. 


“Investing in people is still the number one priority at 


Qu ebecor be ricet Quebecor World Vancouver. When you focus so much on 


the spectrum of clients’ customer service, you have to put considerable time and 


rint-related needs. resources into training and expertise. Finding the right 
people has always been the best investment we can make for our customers and we will con- 


tinue to focus on this side of our business,” says Climie. 


According to Bill Barnes, vice-president and general manager of the Vancouver plant, it’s 


this dedication to continually improving the company’s level of expertise that gives the 
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Vancouver plant its edge over competitors. 
“Keeping up with the technology is one of 
the most challenging aspects of the printing 
business but we can offer highly skilled em- 
ployees in all the required areas. The merger 
has helped increase the level of expertise we 


can offer our clients,” says Barnes. 


The Vancouver 
operation Is 
Quebecor’s 

only targeted 
publications plant 
on the West Coast. 


Along with these improvements comes 
a greater responsibility on the Vancouver 
plant to become an integral component 
in the larger company’s growth strategy. 
Vancouver is one of a select network of 
eight key plants — which comprise Quebecor 
World’s ‘TPC Group — designated by head 
office as specialists in short-medium run 
printing. Each plant shares troubleshooting 
resources and skills. 

Tim Boissinot, the Toronto-based senior 
vice-president for the TPC Group’s Canadian 
operations sees the importance of the 
Vancouver plant in the company’s overall plans. 

“The Vancouver operation is our only 
targeted publications plant on the West 
Coast and it needs to be completely in 


touch with its clients, who, since they come 


Quebecor World Vancouver 
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from both Canada and the U.S., have very 
different needs. The management team is 
important in fostering this approach but I 
think the employees at the plant, who meet 
with the customers at every level and get 
the job out the door every day, give 
Quebecor World Vancouver its main advan- 
tage,” says Boissinot. 

A statement last year from Chris Rudge, 
president of Quebecor World Canada echoes 
the benefits of the merger for local cus- 
tomers. Rudge noted that since the merger, 
“{Quebecor World] has a more diverse base 


of equipment and technology to serve our 


“Now that we are the biggest we wan 
focus on always being the best’ - Bruce Wiesner 


customers [and] a broader, better portfolio 
of products and services to compete in a 
dynamic global marketplace. Our customers 
get faster turnaround and our employees 
work on jobs that go through the shop more 
smoothly. We now have more and better tools 
that give us greater flexibility and capacity. 
More than any other communications com- 
pany, we can meet the broad spectrum of 


print-related needs of our customers.” 


According to Wiesner, the future focus 
of Quebecor World Vancouver will be on 
providing the service and responsiveness of 
a local printer backed with the enhanced 
facilities of a world leader. 

“Our challenge is to make our size con- 
tinually relevant to the small customer on the 
street. Now that we are the biggest we want 
to focus on always being the best for our 


clients throughout the region,” says Wiesner. 


STELLAR GRAPHICS LTD. 
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Specify the finest in coated paper. 
Ask yourself, “How does it print?” 


Canadian Sales Office: 416.226.5500 “ae 
Montreal Sales Office: 514.694.6382 


For samples call: 800.322.7377 ex 1177 
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B.C. success story shows that the super- 
sized printer has not lost its local touch 


When Gayle Stevenson, manager 
of creative services at Credit Union 
Central of BC, assumed responsibility 
for the organization’s in-house trade 


magazine, Enterprise, in 1989, it was 
just a few pages of amateurish black and 
white print. Now the journal — the only 
credit union trade magazine in Canada —is a 
glossy multi-coloured magazine that regular- 
ly runs to over 30 pages and is published six 
times a year. Stevenson credits Quebecor 
World Vancouver, the magazine’s printer, 
with turning the publication around. 


“What began as a rather shabby trade 


magazine has now become our flagship pub- 
lication. It has thrived because successive 
teams at Quebecor have guided my people 
to develop the publication to its full poten- 
tial,” says Stevenson, whose organization op- 
erates as both a central bank for the province’s 
credit unions and as a trade association for 
member institutions. 

According to Stevenson, the relationship 


between Credit Union Central of BC and 


Quebecor has been the key to the success of 
Enterprise, which has a print run of 5,000 
copies. “We continually learn from their 
expertise and they are always accessible. Our 
people can phone their production people at 
any time to discuss an order. And if there 
are any concerns with a job that is already 
in production, their sales rep will call us to 
make sure that the work is being done to 


specifications. ‘There is always someone at 


can Products Limited 


NACAN offers Canada’s most complete 
line of graphic arts adhesives. 


VANCOUVER 
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TORONTO 
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INTERNATIONAL TRANSPORT 


Complete Import e& Export Services 
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AND YOU THOUGHT YOU HAD PROBLEMS. 


CAPT. CHARLIE PLUM B, PoW, was a Vietnam fighter pilot, shot down and 


held for 2,103 days. He has an incredible story to tell. But it isn’t just a war story. 

In his upbeat, humorous and thought-provoking style, Charlie recounts his harrowing PoW experience to 
demonstrate how to turn adversity into assets — in today’s marketplace and in daily life. His insights on 
coping with change in the new millennium will captivate and inspire you. 

Join Charlie Plumb at the 12th Annual BCBusiness Magazine TOP 100 Luncheon on June 27 at The 
Fairmont Hotel Vancouver as we salute BC’s most successful companies. A limited number of tickets 
are available now. To order call Shelley Johnson at 604-473-0397 or BCB @MAGAZINE 
email to sjohnson@canadawide.com. Tickets are $100, plus Gst. USINESS 


www.bcbhusinessmagazine.com 
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the company to talk to and they are always 
really on top of the job,” says Stevenson. 
Jonsistency is a key factor for Stevenson’s 
organization and she notes that the company 
has dealt with just three sales reps from 
Quebecor in 12 years — and they were each 
either former printers or experts well-versed in 
the technical and creative aspects of printing. 

In addition to Enterprise, Credit Union 
Central of BC also uses Quebecor World 
Vancouver to produce Va/ues —its 10,000 print 
run magazine for credit union members — as 
well as annual reports and brochures. And in 
1999, itasked the company to take on a daunt- 
ing Y2K public information task. ‘The organi- 
zation needed customized Y2K brochures 
for each of its 50 credit union members, a 
challenging and complicated task with a print 
run of millions. According to Stevenson, 
Quebecor made the job look easy. 

Quebecor has continued to deploy new 
technologies to improve both the quality 
and turnaround time of its products for 
clients like Credit Union Central of BC 
and has encouraged its clients to feel confi- 
dent about taking on some of the creative 
tasks themselves. Under guidance from 
Quebecor, Stevenson’s team undertakes all 
the pre-press for its print orders in-house. 
Surprisingly, although the organization’s 
publications have improved beyond all 
recognition from the early days of Exerprise, 
costs have remained competitive. According 
to Stevenson, Quebecor’s price for pro- 
ducing Enterprise has remained constant 
throughout the past decade. 

“I can be critical when service doesn’t 
work for me but Exferprise has been so 
well-handled by Quebecor. The company is 
clearly committed to customer service and 
has the expertise to complement it. Even 
though Quebecor has grown in size and 
advanced over the last few years they have 
not lost their local touch and that’s what’s 


important to us,” says Stevenson. 


Quebecor World Vancouver 


FOLLOWING THE 1999 MEGA- 
merger of Quebecor Printing and World 
Color Press, a distinctive new logo 
design was sought for the new Quebecor 
World, combining the logos of the 
previous two companies. 

The circle taken from World Color 
Press was designed to represent the 
world of opportunity now available to 
the company with its enormous 
combined resources. The line below it 
comes from Quebecor Printing and 
completes the ‘Q’ as well as signifying 


the company’s straightforward approach 


Quebecor World 


to business and its employees. The new 
logo is already helping to build a strong 
corporate brand and identity for the 
newly-merged company. 

“Part of the thinking behind this new 
logo was to send a message to the 
marketplace that we have changed with 


this merger and rather than standing still 


we are looking to the future,” says Bruce 
Wiesner, Vancouver-based director of 
sales for Quebecor World Targeted 
Publications and Catalog Group in the 
Northwest region. 

Further information and recent news 
on Quebecor World is available at 


wow.quebecorworld.com. & 
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Are you a Cancer Survivor? 


IT TAKES A SURVIVOR to help others going 
through a_ similar experience. You can help by 
sharing your experience one-on-one or by giving 
support over the telephone. 
We provide emotional support 
training and you determine how 
much time you want to give. 
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Call your local Canadian Cancer society office or 1-888-939-3333 for more information. 
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At Quebecor World Vancouver, customer 
C 0) M M I T M E N T satisfaction is our highest priority. Customer 
satisfaction means being innovative, creative, responsive and easy to do business with. Through 
our parent company, Quebecor World Inc., we offer more services, in more places, than any other 
printer in the Pacific Northwest. Quebecor World Vancouver commits itself to the success of your 
project the minute it comes in the door. We’re knowledgeable, professional, hands-on and accountable, from 
the front line to the bindery line. You'll find we’re easy to work with and easy to talk to. In any high- 
pressure business, it makes it easier when you are dealing with people who care. And at the end of the day, 


it is the exceptional people at Quebecor World Vancouver who bring all their great resources into play to cre- 


ate positive results for our customers. Call us at Tel: 604.321.2231 or 800.663.8872 or visit us at www.quebecorworld.com 


and you'll see what makes us different. 


Quebecor World 


